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Overview of the Medi-Cal Dental Program 
Member Support Services

September 9, 2019 
September 18, 2019 

Delta Dental of California
Administrative Services Organization Contractor 



 Complaint Process 

 Care Coordination

 Case Management

 Language Assistance Services 

 Personal Health Information (PHI) Requests

 Authorized Representatives
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Overview of Member Support



 The Telephone Service Center (TSC) is the primary 
gateway for members reporting complaints 

 Most complaints can be resolved by the Administrative 
Services Organization (ASO), some complaints are 
referred to outside agencies

 All complaints and associated resolutions are 
documented and tracked 
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Complaint Process



Complaint Process (Continued) 
[Sample Complaint Form]
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Complaint Process (Continued)
[Complaint Protocol Matrix]
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Complaint Process (Continued)
[Complaint Protocol Matrix]
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Complaint Process (Continued)
[Complaint Protocol Matrix]



 Certain TSC agents receive specialized training to 
provide care coordination services

 All members receive the same TSC assistance. 

 Care Coordination support depends on the degree of 
complexity for coordinating appointment(s) 

 Calls may be routed to the case management team

 For more information, please see the member article 
on care coordination and case management here
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Care Coordination

https://www.denti-cal.ca.gov/DC_documents/providers/provider_bulletins/Volume_35_Number_23.pdf


 Case Management Program is designed for members 
with mental, physical and/or behavioral disabilities 

 Requires a Referral from the member’s Medi-Cal 
Provider, case manager, social worker, or nurse

 Eligibility requires a current, comprehensive evaluation 
and treatment plan

 Case Management Referral Form is located on the Medi-
Cal Dental website: www.denti-cal.ca.gov
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Case Management

www.denti-cal.ca.gov


 Available to all members, as noted in the Translation and 
Language Interpreter Services article here

 Real-time translation for phone calls and provider visits 

 Verbal translation of forms/letters 

 Sixteen language tag lines on all member facing 
documents but a subcontractor offers telephone translation 
for +250 languages

 Language Line Services is the subcontracted vendor for 
translation services
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Language Assistance Services

https://www.denti-cal.ca.gov/DC_documents/beneficiaries/member_bulletins/Volume_02_Number_03.pdf


 Requests for PHI can be made by a member,  
authorized/personal representative, or those with 
Power of Attorney by completing the Request for 
Personal Health Information form

 Completed Forms should be submitted to: 
Privacy Contact

c/o Delta Dental of California
P.O. Box 15539

Sacramento, CA 95852-1539

9/18/2019 11

PHI Requests

https://www.denti-cal.ca.gov/DC_documents/beneficiaries/phirelform.pdf


 A family member, guardian or an advocate can be an 
authorized representative. 

 Authorized representatives can make decisions about 
member’s healthcare and make the same requests as 
the member

 Registered requests are submitted by written 
correspondence (permanent) and processed within 30 
days

 The term “Personal Representative” is synonymous with 
“Authorized Representative”
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Authorized Representatives



• TSC for Providers: 800-423-0507 

• TSC for Members: 800-322-6384

• ASL Interpreting: 800-735-2922  
– (ask the operator to call the TSC member line listed 

above)
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Key Contact Numbers
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Thank you for attending! 

• A FAQ document will be developed and posted 
on the Medi-Cal Dental website here. 

• Additional questions related to this webinar can 
be sent to dental@dhcs.ca.gov

https://www.dhcs.ca.gov/provgovpart/denti-cal/Pages/MDSDStakeholders.aspx
mailto:dental@dhcs.ca.gov
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